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	objective

	
	To attain a position as a Director of IT in a team oriented environment that can benefit from my education, training and vision from fifteen years of experience in designing and administering enterprise IT systems and personnel.

	Education

	
	B.A., Computer Science & Biology (3.0/4.0),                                        1988

Wittenberg University, Springfield, OH 

	Certifications

	
	CISSP, Certified Information Systems Security Professional

CCSE, Certified Check Point Security Expert

CNE, Certified NetWare Engineer

CCNA, Cisco Certified Network Associate

ITIL Foundations of Service Management

	system experience

	
	Managed Network Services Platforms: CA Unicenter, HP Open View, HP Service Desk, Remedy, Peregrine, Compaq Insight Manager, Cisco Works.

Network Operating Systems and Services: NetWare 2.x, 3.x, 4.x, 5.x, NDS, NetWare SFT III, IBM Mainframe 3270 /5250 connectivity, Attachmate zip!SNA, NetWare for SAA, Donovan Data Systems, Cisco routers and switch design, NetReality WiseWan traffic management, packet analyzers from HP and Novell, OS/2, NT v4.0, Windows 2000 file servers, Citrix, Reuters, Bloomberg, ILX, Lexis-Nexis.

Operating Systems and Software: Windows 3.x, 9x, NT, 2000, OS/2 and Macintosh, Sun desktop & server operating systems, DOS, Sun Solaris 8, Unix, MS Office, Project, Visio, Cisco IOS, Check Point FireWall-1 & SonicWall firewall, VPN, Arcserve v7.x for NetWare & Arcserve 2000, Arcserve HSM, Veritas Backup Exec, Norton Antivirus, McAfee, Callware voice mail, Crystal Reports SQL queries, CompaRite, Novell ZENworks v3.x, Lotus Notes Domino Server.

Hardware: Compaq, HP, Dell, IBM server platforms.  Cisco, Nortel, 3com, SMC, Madge, IBM, D-Link, Cabletron switches and hubs, Cisco Catalyst 5000, 6500 series switches, Ethernet & Token-ring (UTP & fiber) topology.  Shiva and Telebit modem pools.  Appliance firewalls.  DAT, DLT, SDLT, AIT tape systems.  HP lasers and plotters, QMS, IBM, Apple and Fiery printers.  T-1, PRI, BRI, ISDN, Frame-relay, xDSL, Cable modem, AT&T Paradyne CSU/DSU telecom equipment, wireless (802.11x), biometric & token authentication devices (RSA).

Protocols: TCP/IP, UDP, SNMP, SMTP, POP3, DHCP, DNS, NAT, ARP, IPSec, CHAP, PAP, IPX/SPX, SAP, Appletalk, VTP, RIP, IGRP, OSPF, BGP.



	 work Experience

	
	Devise Associates/Intelispan/Emtec Inc.   September 1988 - September 2002
Devise Associates, Inc. was sold to various companies as follows.  My tenure in the New York Office was from September 1988 to September 2002.  The following is a description of my titles and duties in the various post-merger entities.

Emtec Inc.  (Intelispan-NYC bought by Emtec)
    January 2002 – September 2002

Director of Service Desk

· Responsible for policies and procedures of the Help Desk (incident management) and Network Operations Center (24x7 monitoring), such as incident escalation procedures, documentation and cross training of new known-problem resolutions, summary documentation and notification procedures of level-3 incidents (major service outages), total cost of ownership management procedures, daily operational task delegations, etc.  Departments contained 4 direct reports and 20 indirect reports.

· Implemented industry recognized best practices (ITIL) by developing the Help Desk and NOC into a Single Point of Contact (a.k.a Service Desk) for Emtec’s clients and Emtec’s northeast regional offices.

· Project managed and implemented multiple Enterprise Wide anti-virus platforms, desktop, server and network upgrades, NOS migrations (e.g. Novell & Banyan Vines to Windows NT), multiple data center moves, extranet design and remote access VPN & PKI rollouts and site to site VPNs.

· Developed and implemented secure password allocation and client identification methodologies for dozens of supported client companies.

· Developed a practical, strategic, operational and tactical anti-virus management and response policy, which ensured timely emergency response, as well as, routine anti-virus control.

· Cultivated a highly efficient team of help desk professionals through creatively advocating non-traditional help desk operations, such as hands-on and on-site involvement of HD personnel in systems deployment, including LAN/WAN upgrades, desktop/laptop OS and hardware updates and upgrades, server deployment, etc.  Results were such that HD personnel gained intimate knowledge of supported systems and further developed their individual professional growth beyond the experience of the traditional Help Desk technician.

· Developed checks and balances for daily operations through a calendar/task matrix, allowing management to quickly and easily verify consistency and accountability for quality assurance.

· Developed new metrics to gauge overall departmental performance and show customer value.  Examples include: customer satisfaction survey, first call resolution percentage, timely resolution, time billed, units serviced, units initially configured.

· Established 100% customer satisfaction with our primary help desk client, Sony Music Distribution ($10MM+ account with approximately 800 users).

· Performed client needs-analysis routinely, thereby showing added customer value and savings most recently through the automation of several routine tasks such as error log checking and low server resource warnings.  Also steered Sony Music Distribution towards a more efficient remote-connectivity solution, which resulted in the refund of $4 million for long-distance services.

· Successfully added new services into the Service Catalog by integrating new departments more closely with the Service Desk (e.g. Sun Solaris support, VPN support and home PC support through procedure and script creation).

· Developed and managed SLAs with clients and third party vendors, such as guaranteed minimum response times, guaranteed maximum downtime, max. hold time on queue, max hardware repair turn-around time, min. network bandwidth allocation (CIR), etc. 

· Managed the New York City data center, which included NetWare and Windows NT 4.0 & Windows 2000 servers, Check Point Firewall – 1, site to site VPNs and remote access VPN clients, MS SQL, MS Exchange, Lotus Notes v.5.x, Remedy, Citrix, Callware and Arcserve services.  Hardware included Cisco routers & switches, Nortel switches, T-1, ISDN, DSL, Frame-relay circuits.

· Oversaw deployment of underlying hardware and software solution for the Service Desk based on HP OpenView and Computer Associates Unicenter running on a mix of Sun & Win2K servers.

	
	Intelispan Inc.  (Devise bought by Intelispan)
June 2000 – January 2002

Vice President, Technical Services

· Responsible for the policies and procedures of the Help Desk and Professional Services Department.  The two departments contained over 20 direct reports, providing VPN and PKI support for thousands of end users for dozens of client companies.

· More than doubled the average efficiency of Help Desk Agents, while keeping a low attrition rate.

· Provided quality control and oversight to incident escalation (a.k.a. problem management).  Often provided the actual solution itself and ensured that the technical solutions database was consistently and properly updated.

· Responsible for the evaluation and growth of Help Desk and Professional Services staff members, performing annual reviews, helping focus career goals and making bonus and payroll recommendations.

· Created and presented monthly performance reports to Senior Management.

· Clearly communicated company objectives and priorities to staff members.

	
	Devise Associates, Inc. New York, NY
September 1988 – June 2000

Vice President, Senior Systems Engineer

· Primary responsibilities centered upon client management, interfacing with clients at C-level, requirements gathering to define and generate Statements of Work and performing professional services for these clients (e.g. LAN/WAN design, budgeting, implementation, administration, data center moves, upgrading and troubleshooting).

· Designed, project managed, installed, administered and diagnosed multiple platforms including NetWare 2.x to 5.x, NetWare SFT III, NetWare for SAA, NT 4.0, Windows 2000, Macintosh, Cisco 2000, 4000 series routers and Cisco Catalyst 2900, 4000, 6500.  

· Proved integral in the creation of a Help Desk division by assisting with the design of its Lotus Notes based interface and performing client needs-analysis.  Also assisted in the transition to a SQL based platform, Remedy.

· Evaluated, hired and trained Help Desk and Professional Services staff members.

· Managed numerous projects for implementation by the Help Desk and Professional Services departments.

· Developed and maintained educational requirements for the professional growth of the staff as well as for the growth of the company.

· Client industries included:  entertainment, financial, legal, publishing, advertising, manufacturing, food services, accounting, fashion, insurance, real estate and public relations.
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